Hello, 


This is regarding shipment 4423668196. 

| had a with DHL hotline on June 20". The agent told me that DHL finished processing the 
shipment and I should pay EGP 7,188. | immediately asked her when | would receive the 
shipment if | pay today. She told me within 48 hours of successful payment. | asked her, will 
there be any extra charges? She said no, that’s all and you won’t be paying anything. 

*This was my 1* confirmation that nothing else will be paid. Also, | got a wrong date of receiving 
the shipment obviously. When I reached DHL office, | was asked to pay EGP 7439 instead of EGP 
7,188 which was weird but | told myself may be the agent told me a wrong amount and 
difference wasn’t big so | paid the full amount. 

| can’t remember the name of the agent but the call I’m referring to occurred on June 20" at 
10:37 AM so get back to it. 


(Shipment Arrived at customs on April 20°") 
Please note that course of miscommunications and wrong information was as below: 


| called the hotline every day from Apr 22" with no updates on the shipment till Apr 28". The 
fact that it took you over a week to get any updates was irritating to but, but at least there was 
finally an update on Apr 28". This update is that | have to go to airport by myself to get the 
certificate and hand it to the general security office and then return it back to DHL office after it 
is processed there. | got this update. The agent told me that usually the papers are sent to my 
address but when | told her that | want to finish everything today, she said that the needed 
papers are in the airport so | can head there directly. 

This call was on Apr 28" at 9:32 AM. Agent name was Hebeba. 

On the same day | called to get more details of what exactly | need to do. The agent was helpful 
and give me all details | needed but told me that due to a national holiday so | can’t head to 
airport till next Tuesday. 


| headed to airport on Tuesday May 4" as | was instructed and when I reached DHL office, | was 
told that the papers | need were already shipped to my address although | was assured on 2 calls 
with hotline that | can get the papers from airport. Over an hour, many DHL representatives 
tried to track down the shipment with operations team but they failed to communicate with 
person responsible for the delivery. However, someone suggested that | can get a new 
certificate from an office in air port so | went there and got the certificate and handed it to 
general security office as instructed but it was in a late time so | had to come back to get the 
next day. This wouldn’t have happened if DHL hadn’t put me in this dilemma but anyway on 
next day May 5", | handed all necessary papers to DHL office at airport after they were 
processed in general security office. 


From May 6" till May June 20" | was calling DHL almost every working day. We are talking about 
over a month and a half with no updates. Just unexplained time waste. Even if the process is 
long, it shouldn’t take DHL this long to determine the necessary payment. And even after all that 
time | got wrong payout amount as explained in the 1* paragraph in this e-mail message. 


| paid all the requested amount on June 20" and started following up again with DHL via hotline 
as | didn’t get my shipment after 48 hours as promised. On June 22" an agent told me that the 
shipment will be out to Abbasia on Saturday June 26" which was a surprise for me because | was 


already told that everything was finished and shipment will be delivered to me just 2 days 
before that. 

| called DHL again on June 26" at the end of the working day to check if DHL said the truth this 
time and yes the agent told me that the shipment is now in Abbasia and | should check for 
updates after 2 days. 

On June 29", | called DHL to check for new updates and here is the surprise. The agent told me 
that | should pay another EGP 1200 although | was already told that | won’t pay anything else. 
This was a very long call and | requested an escalation. The agent let her supervisor handle my 
call and this supervisor told me that she would call me by the end of day to confirm that this will 
be last requested amount to pay. However, she was lying to me and no one called me that day. 
Agent name: Reem 

Supervisor name: Salma 

| called next day, Reem was the one who picked up the call. She didn’t have an update since the 
day before but | asked her to tell me which item is requiring the extra fees but she also didn’t 
have the information | needed. She told me that there will a holiday till next Saturday so | have 
to call next week. 

On July 3 I called the hotline again and the agent put me on hold for an extended period of 
time but when she came back she told me that if there were no need for extra samples, this EGP 
1200 would be the last thing | pay. She also waited to check what | paid previously and 
confirmed with again that no extra payments will be required later so | receive the shipment 
with no more fees. 

*This was my 2™ confirmation that nothing else will be paid. The call was on July 3 at 12:14 
PM. 

| paid these EGP 1200 on the same day of this confirmation. 


Starting July 5‘ till August 6", the shipment didn’t move to Abbasia. We are taking about 
another 1 month with no updates here. 

During this period, | requested to escalate my complaints several times. This is when Ahmed 
Kordy interfered. He assured me before eid al-adha that after the holiday. Mr Sherif Habeb will 
be responsible for finishing the process as soon as possible and everything should be over within 
a week later. This promise was broken BTW and I had miscommunication problems with Ahmed 
as he didn’t call me back at first, | even sent him e-mails and got no reply. When | called the 
hotline | got told that he would contact me the same day which didn’t happen so | called hotline 
again they told me he already contacted you (which didn’t happen). The agent told me that my 
phone might have been out of service but even if this was case, | would’ve have received a sms 
that someone tried to call. Fortunately, Ahmed called me that evening and gave me another 
promise (which was broken again) that he’s accelerating the process and will call me again to 
give me more info once there is a new update. 


Finally, Ahmed called me on Ahmed called me on Monday August 9* and told me that 
everything is almost over, | just need to go to Abassia myself and answer some few questions 
there then they'll let me receive the package the same day or the next day at most. Ahmed sent 
me a PDF file on e-mail and said | need to print it and take these papers with me to facilitate 
everything when | arrive at Abassia. | was happy that this nightmare is finished so | cancelled all 
my meetings next day and took it off. | did that because Ahmed assured me that I’m going to 
receive the shipment (Although | had very important work to do). 

When | went to Abassia, | was told that the shipment went back to airport on Saturday and | 
shouldn’t have visited Abassia in the 1* place. It was a long day and | went from an office to 


another till | was able to get this information. No one at DHL was able to explain to me why 
Ahmed told me to go to Abassia when nothing was needed from me there!!! 


On August 11°, Mr Nagy from customer service explained what’s left to do before releasing the 
shipment. During our final call which | received at 5 PM, we also talked about the possibility of 
additional payments and Mr Nagy assured me that since | got a word from DHL that there will be 
no more fees, DHL will stick to the word and to make things clearer, he told me that he’ll leave a 
note for Amr Salem regarding this. He also told me that l'Il get a call from Ahmed Kordy or Amr 
Salem soon which didn’t happen. 


On August 23", | got a phone call from DHL saying that | need to pay another EGP +10K before | 
receive my shipment. “This is very funny, right?!” 

The person who told me that information was neither Ahmed Kordy nor Amr Salem. So in the 
call | figured out that this agent isn’t aware of the situation of the shipment. So | explained 
everything to him in brief and he told me that he’ll contact me later after getting a proper 
update. 

2 hours later, | got an e-mail from Ahmed Kordy saying that | need to pay EGP +5K. His mail 
made me feel that he’s talking to a different person. Not only he gave me false info before, but 
also forgot that all necessary fees were already paid. 


| request to be compensated for all of this time waste and false information that was presented 
to me from DHL. And till now, no one confirmed when | will receive my shipment especially 
when it’s clear that | shouldn’t be paying anything else. 


